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" " ~meeéting the needs of refugees. The office of Refugee Resettle-
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" DEPARTMENT OF HEALTH & HUMAN SERVICES ) ()'fiic;e of the Secretary

s Washington, D.C. 20201
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Dear Colleagnes in Refugee Resettlement:

Enclosed you will find a document outlining basic planning
and management principles for refugee services. These concepts
_and .components of rgfugee service planning and delivery are
discussed from the perspective of state coordinators and
administrators as well as from the perspective of community
_agencies. . . . ' CL
The document is meant to be of use in identifying the refugee
service planning and manageméent approaches that will best meet
the needs of your community. In addition, .it will serve as a
guide for evaluating current services, strengthening existing
programs and/or developing new proposals.:
This document is the last of seven work products being produced
"~ in the Practitioner Workshop Project conducted by the Indochina
Refugee Action Cénter (IRAC). These documents are the work of
local service precviders who have developed innovative ways of

ment wishes to thank the parti€ipants in the -workshop on Refugee
Resettlement Service Delivery Approaches, for donating their
time and energy. They have made possible a document which will
be of assistance to others throughout this country who are
working in.refugee resettlement.

o

Director
office of Refugee Resetilement -
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Indochina Refugee Action Center
1025 Fifteenth Street NW, Suite 600
Washnglon, DC 20005+~ € -

(202) 347-8903
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' ' " April 17, 1981

v

Dear Friends:

The document before you represents the work of fifteen
individuals who met in Gleneden Beach, Oregon on December 3-6,
198C. These indiyiduals have drawn on their diverse back-
grounds and broad experience in resettlement to develop this

\*outline for refugee service planning and delivery.

This document focuses on principles of refugee service
planning and management for state refugee coordinators and
program managers as well as community service+providers. The
document 'is meant to be of use both in planning and managing
the individual services (orientation, employment. vocational
training, etc.) discussed in the first six documents-in this

networks within states and communities-—-—u =

We owe the workshop participants a debt of gratitude for
giving so generously of their time and energies. Special
thanks go to Jerry Burns who servel as lead consultant for the:
workshop and as principal author of this document.. The Prac-
titioner Workshop staff also wish to thank Kay Rogers (Chief)
and Kathy ‘Do (Project Officer) of thé Program Developrent unit,
Office of Refugee Resettlementi for their gine support of this

H

work. ' o

We hope this document is of use to you. We welcome your
comments on it, and have included a short questionnaire in

hopes that you will respond. .
Sincerely, &Ibwmu}h\
«u Roger Harmon, Ph.D.

. Project Director
' ’ Practitioner Workshop Project
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. U . - Preface !

- ‘ . ‘ ._ . ) " -~
. . Perhaps no other issue in recent ‘years has been more- - -
challenging to social service planners and service providers -

¢ . both public and priyate - than the resettlement of refugees.

The hard work, dedication and ‘innovation exhibited throughout

this country to meet the needs of these new Americans has heen
_extraordinary. ~ L. T v

. This document is an effort to assémble and record some of .
what has been . learned about resettlement in the past few years.
Essentially, the document provides an outline of fundamental

planning and managemeht principles as they apply to refugee .
resettlement programs and services. . It presents basic issues_ and
considerations that must be addressed by refugee service planners

and -providers.” . .. ;

L. This document ,is composed of four chapters. The first |, .
%. . chapter provides a brief overview of issues of general concern
to resettlement agencies and programs. The, setond’ chapter

—. Identifies essential.factors for a stdte or community to consider

: - as it begins refugee sgrvice planning and assessment. The "thixd
. and*fourth .chapters present the perspectives cf states and community

: agencdies, respectively, and discuss fundamental- concepts and com-

» ponents. of refugee service'planning and delivery.

' _" = The document is.the result of a thr-ee-day workshop, the last
. of a series of. seven workshops on resettlement services for
e refugees.* Previous workshgps covered the topics of orientation;

_ health-related services: social, adjustment services; vocational - *
* training and skills recertification; employment services; and '
~ " " “outreach, information and referral. These specific service topics
- are nqt discussed in detail here; however, this document does draw
upon and:complement. the results of the previous six workshops. -
. This sevehth document .focuses on planning and management principles
- - and delivery appr¥achés that have spegific relevance to each of
the previous topics. _Furthermore, it articulates strategies for -
the integration and coordination of individual resettlefient ~ T VST
T services within a multi-service agency. through-a consortium of -
- servide providers, ox ithrough some other delivery pattern.

~

I

The service planhing and management principles that this -
document outlines for resettlemefit programs, grow out of a number .
of basic perceptions _and premises shared by the workshop partici-

- pante - ,These are enumerated’ below and further discusqed in
" Chapter I. H

9

‘ . -

#hese sevens workshops were preceded by a ﬁofkshop on Epglish
sha Second Language, conducted by the Center for Applied T
L%,guistics. : .

-
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Q

‘®# The full acculturatjion of refugees require€s that. refugee ' . -
§¢rvices be.integrated with those. provided to.other persons . ° S
. -in need. It was the consensus among‘participants that it
would be misleading to refer to the netwofk of resettlement
programs and services as a "system." Use of the term "system"
. . might sugdest that resettlement service petworks can and ™~ o
P should exist independent of established social service ‘ |
systems for the general American populace. While it is
appropriate for agencies and organizations in some areas
. to exist solely, to serve refugees, such separation would
be neither advantageous nor even possible throughout the
. service delivery network. T v
: .

@ Integration of services can best be achieved through-the’ .

full cooperation and partnership of puhlic sector and 3 : ‘ v
private sector agencies and orgapizations. The collapora- ‘ a

* i tion' of the public and privatgngctdrs in service plaghning -~ 7 T
and delivery is emphasized in ovisions of the Refugee -
Act of 1980;’ these provisions call for the development
of an effective liaison tnd cooperative relationship
between public and private agencies at the national,
state and local levels. '

e Cooperation among all service providers is all *he more
imperative given the prospect of a continuing flow of
refugee arrivals and ever decreasing allocations of . ‘
federal refugee funding and' social s2rvice funding
in general. Innovative ways will need to be found to do
more with less. ’ ’

e As refugee-specific fund#ng to community agencies and
- service providers diminishes, an even greater share of .
service wesponsibility will fall to the refugee Mutual

.Assistance Associations (MAA's). Many MAA's need

assistance to develop their service skills and capacities
et - -and'to“establish“themseiveSMasMcommunity-basedmorganiza

)
——— ___  tions. v

———

* . - @ There is a need for increaéed:accountability throughout.
*e - refugee programs. Monitoring and. evaluation to provide
objective measures of service performaiice are ~ritical
— aetivities in a period of fiscal restraint when service
dollars must target the greatest needs with maximum
efficiency. . £ . T,

This document is the result of a three-day intensive workshop
on Refugee Resetitlement Sertice Delivery Approaches. The workshop
L C was held in Gleneden Beach, Oregon from December 3-6, 1980. The
workshop included 16 participants from around the country involved ) 1

|
|
|
|
|
\
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‘in.planning and delivering resettlem9n£ services for refugees. |,
. {The'partiéipahtb‘?g%incipq} experience has bgen with Indochinese

, refugees but the basic prihciples outlined.in this’ document appiy

/ to programs for other refugee populations as well.
/ anticipated that theée planning

» . tions. . .« v,

It is also 7

A

ar.d management principles will be®
; equally applicable to states with large or small refugee ‘popula-
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I. INTRODUCTION ’ \ - :

m ' A. Overview of Refugee Resettlement

§“ _i Between 1955 and 1978 (excluding the Saigon Airlift in 1975),
the United States resettled anraverage of 40,000 refugees per

Lt year. The expansion of the Indochinese refugee proiram early in

=5

_— © * 1979, combined with events in the Caribbean in’\1980, have greatly_,_ - =

‘increased the annual influx of refugees into Amekica. In 1980, >7_-%_

-

H )
&

more than 362,000 refugees and Cuban/Haitian entrapgs were

L v)‘:';/(\‘ .
resettled”throughout the co y. The current projection of

- N - e 1 e e e e - -

refugee adm1551ons for 1981 is 217 000.

L - As the number of arrivals has 1ncreased, national resettle-

ment programs.- have grown significantly in size and taken on new
structure and foc9§, Within the last two years, the President

. establlshed the Offlce of the U. S. Coordinator for Refugee ' s

v “ .

Affalrs, Congress enacted the Refugee Act of 1980 the Department

of Health and Human Services reorganized and strengthened its
W ° "

Office of Refugee Résetflement; numerous federal agencies have

created refngee assistance projects; and the national voluntaryv

.
o

resettlement agencies have broadened and enhanced their resettle-

< ment programs. In addition, several new, nationally+~oriented, o

~

private, non- proflt refugee assistancde prOJects have been
developed; states, countles, cities and communities have become:
° more deeply involved in resettlemernt act1v1t1es; and refugee self-

help groups have emerged as an additional resource in resgttlement.
- /

-

g "B. Dominant Issues in.Resettlement
With the emerging strijcture in resettlement programs, there

‘ have emerged new responsibilities, new demands and often new
. .o ,: - . \
7 : difficulties. Folléwing are some of, the dominant issues that o
2 Q . . ¥ , T
ERIC. - ~ 14

. R
e e et e e o e et T e DL




. N . . .

- ]
currently face service planners and program managers, both state)

and local, public and_private. ) '

. . . §
1. Diminishing Resources

N -

- « __Federal funding of social services for refugees, and

reimbursements for cash and medical assistance, have

R increased annually over the last five years. The Refugee,

Act of 1980 however, estabiiehes a maximum federal fundlng

¢

level for most ' social services and a three—year llmlt on full

federal reimbursement to _states for cash and medical assis- __

tance. The refugee program budget of the Department of

Health and Human Services .cannot be expected to follow past

patterns of increases proportionate to the growing refugee

~

population. 1In moving towards a balanced ‘federal budget,

the current administration has already proposed cuts in a
variety of social service programs for the general populace.
With its discretionary funding base, the Refugee Resettlement
Program can be expected to receive close scrutiny in future

Congressional sessions.
- .
Inflation, unemployment and general economic conditions

°

! _have made it impossible for government at the natipnal,

state and local levels to maintain funding for humanservices

a

at levels .equal to client neads. The challenge to state coor-
dinators and service providers to meet the needs of a growing

refugee popuiation in the face of these conditions is
° L

immense. .

2. Public and Private Sector Partnérship

Five years of experience with large numbers of

Indochinese refugees has demonstrated the importance of

13

y . . . . .
- interagency communication, understanding and cooperation

15

o ———— e -




among public and private agencies at all levels. Interagency

- linkages are needed to insure, provision of effective resettle-

b

ment services and to prevent refugees from adversely impacting.
. ) P A
\ :

services designed for other client populations

-

The private, -voluntary-sector--plays._a_pivotal role in
" the resettlement process, by locating or acting as sponsors

for refugées, by providing. initial reception and placement

services to refugees, and often by offering substantial
ongoing support and services, to refugees, either through use
- - of their_private-resources*or~by-cont;acting with states‘fo
prqvide'additional resg;plement.services.. Under fgderal law,
however, states have ultimate fiscal and progfammatic res=
pongibility for refugee services and ultimate legal responsi-
‘ bilify for the refugees' welfare. Within such a strpc;ture,

cooperation between the public and private sectors is vital.

Provisions of the Refugee Act of 1980 stress coordina-

_tion very forcefully. The U. S. Coordinator for Refugee

<

Affairs is responsible for

. ", ..development of ‘an effective and responsive
' liaison between the Federal Government and
voluntary agencies, governors .and mayors, and
others involved in refugee relief and resettle-

- v ment work."
The Director of the Office of Refugee Resetplement
‘ - (ORR) in the Department of Health and Human Services ‘is
al§o charged with certain .coordinative responsibilities:

"Tn allocating resources, the Director shall
avoid guplication and provide for maximum
coordination between agencies providing

‘ related services."




f]

< "’7

At the state level, the Refugee Act requires

t
. » . ..the designation of an individual, employed

by the state, who will be responsible for .
insuring coordination of publicgand private e
resources in refugee resettlement."

The Office of Refugee Resettlement has established

f“_*““:“channe;s for the commuggcation_ggd review of state refugee

[ TP —

service p%anning and delivery strategies. ORR's ten Regional
_Directors serve pivotal functions in intra-state and inter-
state communication and coordination. Each Regional Office

must review and approve the annual state refugee service

pian for each state in its jurisdiction that is participating
in ORR's Refugee Resettlement Program. Once the review 1s,
completed, the state plan is then«submitteq to ORR's Central.
Office. The Central Office, in turn, works through tﬂé
Regional Offices to establish greater consistency and account-
aability in contract adﬁinistration at the state level.

The increased cooperation that has been evidént in recent
months, both .as a result of.éhe mandated activities noted
above, as well as through the growing numbers of refugee
forums and other cooperative efforts,‘is heartening to all

working in resettlement.

3. Mutual Assistance Associations

-

Self-help groups based on a common ethnic babkground'
have had a long history of community service in this country.
~Since 1975, hundreds of‘theseoself-help groups have been

formed by refugee communities +hroughout the United States.

Organized (and often incorporated with non-profit status)

.-t
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for
LA '

’ *w"g-- ».by refugees to serve refugees, these Mutual Assistance

£
Tan-

Associations (MAA's) sServe a special role in refugee

*

resettlement and cultural integration. In many cases,-MAA's
are simply the embodiment of .natural support networks that
are already in existence or are developing in communities.

. . Refugees in need of advice or assistance most often turn

- first to other refugees, even when OtRéi community—agencies.

| . are available to provide assistance.

- There is increasing recognition by public and private

agencies and organizations at all levels of the need to

- build the capacity of MAA's to assist in the resettlement

process. ‘The involvement of MAA's may be as service
N . . i

A

providers, either informally or by contract, and as sources

‘Q. -of input in evaluating refugee needs and services. ' Many

MAA's need -assistance to improve staff skills and service

[y

v
capacities, establish accounting and recordkeeping systems,
b’ »

and generally augment thei¥ role as service providers. For

other- MAA's, cooperation and assistance is needed to assure

their role in needs assessment and ongoing service planning.

an
.

4. Accountability = '

It is essential-that service providers and program

<

-

+ managers at federal, $tate and local levels institute

L

monitoring and evaluation procedures to derive accurate

measurements of -service performance. Through monitoring and
-

evaluation, programs not only gain more objective insights

into effectiveness of services; they can also provide

.
-

‘ . fundipg sources with sound measures of- accountability.

- . 1g




~

The Refugee Act requires that the Department of Health
and Human Services and the Department of State develop a
system for monitoring and evaluating sexvices to 'refugees:

>

‘This system is to include:

e ‘"evaluations of'the effectiveness of the programs
funded... and the performance of states, grantees,

-

and contractors; . B

. ————e—financial auditing and other appropriate monitoring

to detect any fraud, abuse;-or-mismanagement in the’
operation of such programs; and ;

-~ . «results achieved."

> \

g

v -

The various issues discussed above - diminishing*nesod&ces,

.public and private Sgctor partnership, MBA‘éménd accountability -

will be further considered in the coursé of the document where

they impinge upon Egiticular"§§§ects of Trefugee serviceplanning---

and delivery.

e m e e R — . s

-~ — ~-- -, @ -data collection on-the services provided~ahd the— -~ —




——gervices—to refugees.

IX. ESSENTIAL FACTORS -IN SERVICE PLANNING

A. Introduction

In order for refugee service planning to be_ responsive to
state‘and local needs and resources, several basic-questions
need to be answered:

e What refugee services are already being provided and by
whom? 5

e How effective are these services in meeting needs?

° What are community pérceptions regarding«the~resettlementm_sﬁv"

e How do refugee services fit into existing social servic

networks with regard to administrative structures and
. delivery mechanisms?

In thisrcﬁapter these questions are addressed from twa -

vantage points: the administrative context and the assessment

of needs and available resources. The administrative context

concerns the dlfferent fundlng resources and administrative °

structures under whose regulations refugee services might be
provided in a given state. Assessment related to refugee
service.planning should consider essEntially three things:’

4
) 2 s s - . .
client demographics and characteristics, community profile, and

existing services (particularly the capacity of existing

programs ‘to meet’ refugee needs),

B. Admlnlstratlve Context

The fuﬁdlng and delivery of services to refugees is prov1ded
in most cases, in two ways. Voluntary agencies, funded in part

by the Départment of State, provide basic reception and placement

\Department of Health and Human Serv1ces, ORR, are prov1ded dlrectly

\

‘ﬁddxtlonal soc1a1'serv1ces;“funded by—the - -

e
——




by State agencies or by other public and private agencies under ‘__

- + state purchase-of-service aéreements._ Botu the-Department of
f

" State and the Department of Health and Human Services have

established guldellnes for the use of these funds, though both

voluntary and state agentles have considerable latltude in terms G

2 'oﬁ Service delivery focus and rethodology.

1. Voluntary Agencies ' >

Core placement and reception services that yolungary

S ——

C - “agencies must-provide;-have been .clearly defined in the

latest- State Department contracts w1th voluntary and state

resettlement agenc1es‘Tsee—Appendlx_Cll_heﬂgygff the ways - -

—————

and means of prov1d1ng these services vary w1dely among-

— the dlfferent voluntary resettlement agencies, depending

7 upon . their partlcular resettlement philosophy, sponsorshlp ‘ -

pattern and local structures. Even-within one voluntary

<

agency network, there. are considerable variations in
service methodology from oﬁe community to the next.
In addltlon to determining the nature' and extent of

-

£ serv10es they w111 provide, resettlement agencies also have

S i the responslblllty of de01d1ng when, where and how’ many .

refugees will be placed in a partlcular area. “These— — .

decisions have a major impact on the planning processes of -
.a state or community and, once again, underscore the need

7 for a oooperatiye relationship and the *continuing exchange o

B "of information among public and private resources.

-~

e et o P
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‘ . 2. States St ‘ -

§¢f .Wm:Thé federal government, through the Office of Refugee .
. N . ~

e . . \ )
. o Reséttlement (ORR), in the Department of Health and Human

A

. . . - 3 3 .
- _*Services,, provides states with a grant award to offer services

3

Ce i ‘ )
to refugees. The grant mandates adherence to regulations,

- . f

~ guidelines and requirements defined by the féderal goverhment.

The-grant provides, to the extent of available resources, for
- %

e - federal reimbursement. to states for the provision of cash

e f‘ahd“medica&nassistancefuandLSocial services to eligible :

_refugees. .

- v *

. "A_’AE%éﬂnaiﬁﬁgﬁEHEéhéégi‘fuﬁaing; sﬁétes,iin most instances, )

haGE‘fé?ponsibilitieg_jgg_}&g_welfare of persons residing
. . ———— v .

in the state who meet eligibility criﬁerIg‘fBE“VErious—forms

.

of assistance under federal and state law.

There are two basic administrative .structures ‘for state

management and delivery of social servires to the general -

'popuigtion. ?hese two structures are outlined belaow, along -

with the several variaééons pgss;éle in each: —-
-a. State SuperviééEYCounny Admiﬁisteréa Programs

(1) Direct prcvision. of serviées by counties using

' county service networks and“countyéor state- - -

—_ ) - funded pcsitions. : . i
. f\ﬁ& '““‘*i\-“ —— . ) . . .

. ) Purchase-of-Seérvice--agreements between counties .

- ' and other public or private serVice-providers. .

Counties m zéghoose to combitie the twe delivery -

strategies mentioned above. In -some cases, states . i
may énter inpg\sgme direct service contracts with =

other providers en though the county is £he major

service provider.v\\ ' "

¢ .

s s v e
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b.. State Administered Programs

= ' ~ (1) Direct provision of services using state
s ’ service networks .

.

(2) Purchase-of;serdice agreements between a 'state
and other public or private service providers.

, - - .
X , . : A state may choose to combine the two state-

' .administered delivery strategies above. Ir some
T - » 'instances, a state may turn all direct services
i . over to voluntary agencies'agd/or other community

: L ’ providers. .. .. e .

'Usually states choose an administrative structure for

= . retu@éé‘SErvices—that—is—inteqrated—with or-parallel to the

" adiministrative structure for :social services ‘to the general
" population. There dre several distinct advantages in doing so:
* e It is generally possible for a state tp expand or

. ° ‘ supplement existing administrative structures more . .
— efficiently and productively than to create new ones, ’ -

““““*-—Whigﬁ_ggg}§ require additional planning, start-up costs,
time, separate-administration and the myriad of other

/ ) problems that comeAQIEH“gtarting_gggg;iffiffﬁi\

T ¥ o UsingAan—existing.structhre provides continuity in times_

.._ of funding interruptions or reductions, and insures‘the T
most fluid transition to existing services if or when
funds for targeted client groups are terminated; T

.

> AT

. :

e Integrating the administxative structure for refugees
with existing structures is a 'step toward integrating
refugees into mainstream social service programs. There
is some concern about the yamifications of structures that
unnecessarily treat refugees differently from non-refugees:

e Ultimately refugees become like all other residents;

‘ i.e., they become subject to provisions that are ;
! universally applicable to all people of need in the states

Th%s is not to suggest that,;in some instances, certain

services should not be independently established to serve réfugees.'

+ 9
¢

. < - -
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P These instances may include the following: . o
w. ) ~ -——e -In-areas--with a high density or large concentration

- of refugees, it might be necessary or even advan-

- . tageous to establish independent services for cefugees
to prevent-an. overload of existing services.

- - 0‘ » k3 -
>~ ® In areas where newly-arriving refugees face severe
cultural and linguistic.barriers and existing service
. ~ agencies are. either unwilling or unable to structure

- ' » programs that adequately address these special needs,
independent. -services may need to be established.

»

. _ Review of the Comprehensive Annual *Social Services Plan

M 7
.

e {(Title XX) ~prepared by a state might bé usefal in providing

s an overview of the state social service system and in

clarifying the role of- refugee specifit services and their

- - relationéhip to social services for the general population.

"\

e - C. ;Assessment

Efforts ét any level to plan refugée service strategies

- . logically begin with an assessment of cu;ient conditions.

e v o ————— e

Assessment ascertains client needs, identifies program
o L3 -

, . capabilities and service options in the state or community,

. and ‘refines basic program philosophies and goals. -
. T o Lo . .
—The function of assessment as discussed here is not to
Lunction : _not

o . . -
establish-a communication—system or ongoing network of¥ ™
‘\\_

information sharing; rather, assessment provides_a_relatively e

— B
— %
c— <

ol

g

simglifiedf‘fanctional overview of community needs, at;itudes S

.

N

and resources at a given point in time.

Both the scopé;and detail of an assessment will vary

v

dependiﬁg upon whé is doing the assessment, how ﬁuch time is
aveilable,; and the scale of plaﬂning to whicﬁ-thelinformation
will be applied. Assessment for the purposes of service

“ planning. and d;eiivery includeg three basic areas.nf focus..

These are presented below with a list of factors which should

-

o be explored in the assessment. ' ) ‘
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; _ 1. Client Demographies—-and Characteristics "
. - a. Ethnic composition : : _
. ’ b. Length of'time and general experiences in the U.S8.
T c. English language proficiency - .
= " .d. Education levels ' -
- e. Work experience and skills acquired in the native
» country - - . : .
f.  Vocational skills acquired and work experience’ .4
o : since arrival -ink ‘the . U.S. o R
= ° S . _g. Critical cultural and social factors which may
L i . - isolgte groups or individuals from necessary
: - services - A : ;
- “h.” Age levels: - - ——
G : 2. Community Profile T - ..
, ! a. Total population of refugees, their geographic s
— ° -— - dd:stribution, and the voluntary agencies involved
. . b. Projected new arrival rates T = - - .
. c. Projected-secondary migration (incoming and outgoing) .
L d.. Overall impact of refugee .pppulation (e.g. ratio of
e LT ---refugees -to- ion=refugees, urban and rural concentra-
M tions) . ’ . T T e e
: e. Employment characteristics,  including the unemploy=
) - ment ‘rate, range and level of jobs available, etc. R
ot f. .Availability of housing, transportation, day care ’ g
N + ——and-other critical community services . RS
~ g.” Attitudes of the community toward refuge€s, T
: ) V; including the"perception o<z .
e e e - -.--(1) - Legislators and other government officials - .-t
P (2) Other mincrities, ethnic ard refugee groups -
: : (3) The media . . T
(4) Leaders and other residents in impacted ]
X . neighborhoods - ;
(5) Potential service providers w
- ; h. The leVel of participation of citizens as volunteers,
® sponsors, advocates and friends. * . |
P S F.—Bxidting-Sexvices . _ . . . ° .
L a. Agencies,providing reception- and placement services
~-__ including ongoing supportive services; sponsorship -
— . T— . N . . B
o patterns, including: ) ’
(1) Congregation or American family sponsorship T
. (2) Resident refugee sponsorship v
’ . | ) (3) Agency sponsorship (using professional
’ caseworkers) N 3 e
(4) Combinations of the above‘: , ‘

- e s e s e
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b. Orientation programs
c. Employment servitves -
d. Health services ' v
e. Vocational training and skills recertification
f. English as a Second Language 1nstructlon .t
g. Mental health services
h. .Llfe-support counseling (in legal, medical,
financial, housing, and other areas)
. i. Outreach, information and referral
j. Serxrvices for the elderly, wonien, disabled and
other spec1al risk groups_
- k. Children's services
- 1. Nutrition programs (e. g., WIC and other supple—

mental food programs) , 7 -~
+——_.___ M. Advocacv assistance
. Puollcﬁschool support services ~
O. MAA' i 'I : -

Assesgment shguld go beyond #he idengification of

~ \

] o ' .
community services and resources  to include the exploration;
. .

of service’ capacity and availabihityl Information, on a

given program could include:

a. The range of services provided

«

b. ‘Client entry policies

\'(l) Referrals into the program (1nclud1ng number
- . of referrals, sources, and reasons for referral)

5 oo
(2) The number of clients accepted into the program: ° .
. (including demographic information and other o

significant characteristics) - W

~ =

(3) The number of cllents placed on waiting lists
(including the average afjiount ‘of time clients .
* , .spend on the waiting list), ' )

c. ‘Staff characterlstlcs _ : ) , .

d. Funding . .

'+ e. MBAccessibility of ﬁacilities-

3

13

Yt~ ) * ’ voo.

f. Referral procedures
/

[ . -t

-— -g. Interagency Looralnatlon of services (1f any)
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A

El{lc

{AFulText Provided IvEllE
L

Assessments should be presented positively and used

a*

constructlvely within the state or community for 1dent1fy1ng
needs, clarlfylng roles and stlmulatlng cooperatioa in the , L

planning and delivery of services. 1In this regard, it is .

o

& -

important that an dssessment take tull meabure of the structures
of leadership and‘suppcrt that exist in the refugee service

community, as well as other existing networks of .community. . :

?

- " = ‘ M -
services. i ‘ S

These assessments form the basis for planning services,
and provide information for occordinating further interagency . .

collaboration. o~ e ;

- - ‘

» - N
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Lo s 2, Llnkage (1nclud1ng a-definition of llnkage, discussion
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1I1I. REFUGEE SERVICE PLANNIVG AND DELIVERY' AT THE STATE-LEVEL ,ﬂf——'—“‘
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— s ’ T

Plannlng and management pr1nc1ples for refugee serv1ces
LY ! ’
are the same as those for social services for ‘the general 7 -

populatlon. Refugees, however,,face.spec1al barrrers Sﬁe " -

~both to the nature of the1r dlsplacement, and tp thelr funda-<

~x., 0.

mental cultural and llngulstlc differences w;th the rest of

the populatlon. To a531st.refugees in overcomlng these .
barr1ers requlres that service. plannlng and dellvery strategies?® | ' .

for nonérefugees must be adapted or~supplemented. K
' This Sect;on discusses: concepts, and é;mbonents of refugee
service plann{ng.and délivery at-the state level. The fol:ﬁ—{
‘ lowrng tepres are addressed: ) I '\.- A : C
o T - Pre—Plannlng Conelderatlons (the admlnlstratlve context
. and needs assessment) ; °

v

of 11nkage sources and mechanisms, and recommendations
to facilitate 1n§8rmat10n sharing on a stateW1de basis);
) - . -~ [ .
) 3. Phllosophy, G als and Priorities (1nclud1ng dlepu531on Wt
- of basic funding .and service strategles, and -the 1mpor- < e

it A4
i’

4, Serv1ce Planning Con31derat10ns (focu31ng Sn the -
: follow1ng con31d¢rat10ns. services to‘'be prOV1ded{ ‘ ,;ﬁ/
- service prOV1ders, service delivery strategies and .

: fundlng strategles), and ;

.S. Mon1tor1ng and Evaluation (including fiscal, auant1tat1ve'@
and qualitative measurements, purposes ofammnltorlng and
evaluation, minimal recommendations for moritoring and - .

o evaluation, and the use of informatior. systems). . &

Thls chapter concludes with a presentatlon “of general program e

considerations for state coordinators and program managers.
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_,__;i_in—gener- - the discuSSions in this chapter and the next are ) -
" ..geared toward those who are new to refugee service planning and 3 .»:
- * .deldvery,- though tne material_also can’'serve as a guide for

7 experienced'refugee service planners and providers wno wish to
make program improvements, eXpansions or reductionsn

o

B. Pre-Planning Considerations

Refugee service planning :begins with-an understanding of the s

administrative context within which one is operating, and with
A &

completion of a needs-.assessment (see previousg chapter). Knowledge
of federal, state and community responsibilities and services for
rz non-refugees provides the general bounds within which refugee

program decisions will be made. Assessments, forndl or informal,

)°

N » :} : hid . .
are necessary to identify needs and resources 1n a given area.

. > .. . ‘ly.f
C.. Linkage '

Linkage mdy be de.ined as any agreement, process, Or mechanism

established,'between two or more agencies or organizations to .

5 . . . ‘
improve.commonicationzand cooperation for the ultimate benefit of

& o« .~ < . -

clients.
2 ) * - ’ =yl ’ “r

- If there is a s1ngle, critical feature of refugee services,

“w»

it lS -the. multipliCity and interaction of the large number of

-

public and private seo%or agenc1es involve& at all-levels. It is

»

of paramount importance that this convergence of services and

"activities be well coordineted, that responsibilities be clearly

defined 'and that channels of conmmunication be maintained. A com-

- * < °
- mitment at the state level to maintaining open communication may

very well stimulate other participants in the refugee program to ‘

follow suit, and serve to minimize the inevitable turf problems
K .between Egencies. L . .
ER\(: ' - - 29
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1. Linkage égurces

Thé‘éhnual agreement -for refugee services petWeen
the Department of Health and Human Services and each state
identifies a State Coofdinator and a lead state agency respon- R
sible fér management of refugee services. The lead state
agency may, bé the Department of Public Welfare, Employment,
Human Resources or some other agency. Whatever its primary.
services, the lead state agency‘éhould establish linkagés
with a wide spéctrum of service providérs and resources. o
Since voluntary resettlement agencies provide ini;ial

reception and placement services independent of state funding

and authority, it is particulariy cri£f3a1 that linkages be
established between -the “lead state agency and the local reset-
tlemegt agencies. The voluntary agencies are the first point
of contact for refugees, and are therefore primary sources of
statistical and demographic data on refugees in the state.
Through making such data available, these agencies can be
jnstrumental in ongoing service planning and program cqordinaﬁion.
The lead state agency should be aware ;hat it may be
necessaryv to establish‘linkages with the national, regional,
apd/or local offices of a particular voluntary- agency, depen-
ding on the placement pattern used by that agency. In most
cases, refugee placements are coordinated nationally, with ’ R
actual reception and placement services provided by voluntafy
agency staff in the community or ;tate. In some cases, place-
ments are made by a regioﬁal or national\volugtary agenc§
office with no representative or affiliate in the state, even

y . \ .
though the trend seems to be. away from this practice.
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" There are a variety ‘of other sources with whom.the State ' ‘ o

\

|

l‘ ;

r\\\\* Coordinator should initiate linkage. The involvement of the A5

. a;_ffollgying-r%sourceswwill vary from state to state: ) T

a. Office of the ORR Regional Director '

b. Othef majorx state-level departments (Employment Health,
etc :

c. Community service providers (those serving the general

. population and those that .are refugee-specific)

d. Refugee Mutual Assistance Asscciations

~ > e. State and local. refugee coordinating councils, forums,
and/or advisory boards
e £, Office of the Governor or Governor's appoanted
. - committees

. g. State legislature
h. Local governments . .
i. - Major employers ' ., '

3% Labor unions :

k. Civic organizations : -

1. National refugee~related projects prov1ding information

o and assistance

m. Religious community leadership, 1ncluding denominational .
and ecumenical leaders .

n. Othér resources (CETA projects, ‘volunteer programs, .
private foundations, etc.) .

©

It betrs emphasizing that among community service providers,

2 1

Information and Referral (I&R) programs should have accurate,
up-to-date | ‘resource files, as well as an established network
for sharing information.* The lead state agency should -consult
local I&R programs as well as other service providers for informa; '
tion in statew1de planning,-in fact, in establishing a network

of program linkages, the lead state agency is'in a position

to provide nformation and referral services to other agenc1es

on a statewide basis, and build on this network for planning 7 .

and program development.

*For more information on I&R programs, please refer to the
sixth document in this series of seven, Outreach, Informationn

and Referral.

7/
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2. Linkage Mechanisms

.

The types of linkage Vary in terms of the formallty of the

P

relatlonshlps establlshed between agencies or organlzatlons,

‘moreover, these relationships, once established, may change

over time. Linkage mechanism§ Mmay take any of the following

e -

forms:

a:. Appointed liaison person({(s)

b. Purchase-of-service contracts

c. Formal interagency agreements

d. Advisory 'boards or interagency management teams

e. Refugee coordinating councils or forums

f. Informal discussions and other ad hoc arrangements

]
4

3. Information Sharing ' -

As stated in the definition, a rrimary purpose of linkage
is to share informdtion among agencies and organizations.
Each éource involved in a linkage network has a responsibility
for providing relevant-information to other sources that may
affect program operations, services and/or clients.

Equelly important, each linkage source must be‘willing to

accept, review and respond to information received from others.

The State Coordinator should:be preﬁéred to take the legdf_
in organizing, encouraging and actively participating in this
information sharing process. Successful coordination is
fundamentally a function of good communlcatJon. It is sug—

gésted that each State Coordlnator develop a mailing list of

<
-

service providers, voluntary agencies, MAA's, local governments
and others, -to--send them materials that have an immediate
bearing on resettléement activities- in-the state. A ‘state

should also consider coordinating or funding the distrioution

of important secondary materials.

> ~
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~D. Phllosophy, Goals and Prloritles - , . S ‘ '

-

1. State»Resettlement Philosophy ° .
Each state should deyelop and-articulate a philosophy,
or set Qf«guidingwprinciples;”for refugee resettlement . —

taat is consistent with governing legislation, policies . .

and administrative guidelines, as well as local political,

*

<

economic and'social realities. From the state resettle-
ment philosophy, goals'are'established, serrice priorities
are 1dent1f1ed and operatmonal pollc1es and service programs
are outlined. The phllosophy becoéis the foundation for
program.development and coordination. As such it should

‘ pfi be simple and'understandable, and frequently reiterated

\ ’and reinforced. Above ali, the state resettlement

phllosophy should be ‘realistic. Conditions and service .

£

prlorltles change over time, and they vary irom one com-

munity to the next. The state resettlement philosophy

may remain constant even though implementation strategies
. are adapted to meet cﬁanginé concitions.

It is also impqrtant ‘that the state resettlement ‘

philosophy not be developed. in isolation. Through the
. assessment process and ‘the eg;ablishment of aniinformation e
’ 'Vsharing’network, the State Coordinator should make contact

with voluntary c¢3jencies, MAA's, local providers and other

resources to encouzage their involvement in the planning

process:. A broad- consensus on the part of service
providers and others involved in refugee resettlement
should form the basis for program- planning decisions; . ’

the recently created state refugee advisory councils are .

i[]{“:‘ ’ excellent structures to orchestrate and support 'such a process.\

ues 33 o
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The necessity of prompt decisions may impinge on this

e - .idealized planning brocess. 'The need for immediate serv1ces A .
. ) may requi;evthat‘programg be s rted before a phllosophy and
ﬁanagement plan can be fully developed. ,If so, service
objectives can be readjusted later as-the philosophy_i;

developed and refined. a ‘ T

2. Identlflcatlon of Serv1ce Priorities

The state r°settlement phllosophy should not be expected
to prov1de a blueprlnt for services to meet every need and

respond to every local circumstance. Community cohditions

-

and client characteristics may vary eufficiently enough from
one place to the next to:warrant some local variation of ;
service prlorltles and goals. The state philesophy and over-
all goals should not be so rlgld or narrow that they restrlct‘
flexibility in responding to local needs.

. While some modification of service priorities may' be
necessary in particular communities, nonetneless, there should ‘ .
be a basic consistency in the prior%ty of resettlement services
throuéhout the state. At the national level, the Refugee Act C é
of 1980 clearly established that the promotiOn of economic
self-sufficiency is the prlmary goal and that prlorltyobe

glven to employment serv1ces and anllsh language 1nstruct10n
(particularly for refugees reqe1v1ng cash assistance) and

-

¥ L
health care. Wwithin this general framework, states must -

determine the partlcular arrangement and emphasis of services

that is most approprlate in light of local needs and resocurces.

¢
:
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"Given the goal of economic self-sufficiency for the

-

refugee in the shortest time possible, a state, ln conjunctlon-

' w1th local. service prov1ders, should perform a thorough

. assessment of. each communlty in whlch resettlement is to -

take place, focusing on:

AR}

v

e the general level of work skills and job-readiness in-
the adult refugee population;

e local unemployment rates, and the range and level of
available employment opportunities; and

e the capac1ty of existing progcans and resources to
provide resettlement services (outreach, orientation,

health care, counseling, information and referral, etc.).

Based upon this assessment, a state may determine that
a balance exists between refngee'skill levels and job require-

ments and, therefore, that immediate employment can realisti-
cally be made ‘the primarx service priority. :

On the other hand, tne assessment may indicate a.scarcity
of entry-level jobs andﬁa low'level of work skills on the part
of the adult refugee poé%lation. In this case, the state
might choose to concentrate initially on providing opportuni-
ties. for ;ntensive language and skills traininé, orientation
to the morld of work and supportive ccunseling.

The two options described above represent two different
strategies=a state might adopt in establishing an initial
priority of ‘services. It should not be inferred that in

highlighting immediate employment, a state need not make an

effort to provide necessary supportive services. By the same

token, highligﬁting such services as orientation and language -

and skills training should not diminish the commitment to

achieving economic self-sufficiency for refugees in as short

a time as possible.

bd
4




E. Service Planning Considerations

In planning and‘qoordinating a statewide strategy for -
refugee sérvices, decisions made by the lead state agency

should be - based upon information- derlved from assessment and

*

- consultations with linkage sources, and should be 1n\ﬁﬁnda—

o

mental agreement with the state resettlement phllosophy.
This-decision-maiing process rnvolves addressing a number r
of concurrer®, basic issues relating to Service delivery . -
strategies (including services to be provided), funding
strategies} andAappropriate senyice~§roviders.

1. Seérvice Delivery Strategies

[ . R

In determining appropriate deiivery strategies for

resettlement services, the lead state agency must identify-

<

the'clients to be served and the location of services.

" a. Identification of Target Groups
Unless sufficient funding is available to serve

all refugee clients, the state will need to determine

B whlch refugees are most in need of services. ~ Some

2

of these categories of c11ents in need are as follows:

(1f Those wi:h identifiable priority service
needs (health care, personal counseling,
vocational training, etc.)

o o . \

(2) Those who are‘dependent on public assistance

(3) Those whose family composltlon or personal
characteristics put them at special risk.
These may include:

(a) Adolescents  _

(b) Unaccompanied minors

(c) Elderly

(d) Single-parent families

(e) Middle-aged parents with teenagers;
and/or

(f) Single adults

S - N 23
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(4) Those who are newly arrived
) (5) Those who have been.shere for seve:aln
: years and are still partially-cx wholly
dependent on services and. assistance. %

b. Services to be Provided - Co
In deciding what specific resettlement services

to.fuha; the lead state agency should-pose the . -

-~

following questions;-

(1) What are the priority needs of the:
refugee. clients? . -

(2) What are the stated or implied policies
and priorities of state government and
the state legislature?

(3) Wwhat constrairts are'iﬁposed by budgct
consideretions? .

(4) What are the specific service capaciti.:.s

and capabilities: of existing agencies, '
~— public and private? What is the level ..

of interagency ‘coordination? Are there

‘any service gaps?

(5) wWhat might be the reaction on the part

¢

of community groups, service providers,

city and. county governments, the media

-

o and others to possible decisions?

(6) Which of the federally-funded allowable
/*  gervices should be provided? What other
services might be providéd thrqugh

alternative sources o? funding?

.The range of allowable services is wide
though it is unlikely that funding will be
sufficient to provide for every service, .

- that a state wants or neads. Some hard

: choices may have to be made. The federal.
government authorizes states to be
reimbursed for (a) any services permissible
in the state as Title XX social services,
and (b) additicnal services under the
headings: outreach services; assessment I
services; manpower employment services; .
English as a Second Language; vocational

T training; skills recertification; day care; )
transportation; social adjustment services, ‘ I
including information and referral -services, :
emergency serviges, heal;h-related services, -

,and home-management services; and\;ransla- .
tion and interpreter services. AN .. )

. ) 3 H N ‘ . *s
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“~ ° ,oN Location. of Services - -

~able budget. leve;s, the total budget need exceeas available funds,

The state should consider the following.:.options

\

» ! * -a 3 -
in seryice dlstrlbu510p patterns:

(1) Distribute services equally on a statewide basis;

L]

(2) -:Provide services only in high impact -areas;
(3) Provide seXvices through centralized facilities;

. (4) Provide services through decentralized facilities;

(5) Target services for special ‘fesettlement communities
(through collaborative placemént and funding strate-
gies. developed with voluntary agencies, the state

can promote specific areas or.communities to
absorb and assist additioral refugees).

.
. N *

The state?s.sérv%gé distribution may ultimately reflect some

'

combination or variation of the above options.

2. Funding Strategies . .

If, following an identification of needed- services and avail-

the state should consider.the following possible strategies:

a. Fund all services at an equal but reducez\percentage
of budget need (e.g. reduce the contract budget of
all providers by 20%j.

- b. Fund only top priority services.

c. ' Fund top ‘priority services at an' apprepriate budget
level while funding lower priority services at a

budget level where they can maintain at least minimal

. effectiveness. ~

3. Service Providers

. Once basic decisions have been made as to the resettlement ~

‘seféicé; to bé providéd, the lead state agency must decide

which agencies and organizations are to provide these services.

There may be a wide assortment of agencies, representing

3

diverse capacit.ies, backgrounds and experience, from which to

choose. The lead state agency will have to decide which of
the “following ageﬁtiés, singly or in combination with other

providers:\will,receive funding for refugee services:

1
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/ a. Voluntary agency affiliates; .
b. Private, non-proflt agencies; Ve -
c. Private, for-profit organizations; ‘
d. Public- (state, city or county) agencies; and/or
v e. Mutual Assistance Associations.

These agencies may be single service providers, multi-sexvice
1

agencxes, or may be members of a consortium with other pro-

a o«

v1ders. Some may be newlxlestabllshed and som : ‘may have a

1

'long record of communlty service. Some may already be pro-
- N
v1d1ng servxces~to reﬁugeesvxwhlle others may not have such .
/ o N

v\. \

. experience. Whatevex,the’nase, the lead state agency should

apply the followxng quest1on= to any group it considers fundJng; ,

a
-

a:. What is the- capacxty of the provider to serve all
. refugee groups? Wwhat is the capacity of the provider
‘ to serve specific refugee ethnic and linguistic. sub=-

roups? - s ) .
g P —

b. What is the abiiity of the prov1der to work in
harmoriy with?

(1) the existing community service network for . . '
refugees, _ . -
(2) the existing community service network for

. non-refugees, and - .
: (3) other community bodies, administrative strtc-—

tures, or governmental systems? 7

c. Can the provider offer some assurance of community = . .. —-
coordlnatlon and non-dupllcatlon of serv1ces°

F. Monitoring and Evaluatlon

As descrlbed earller, the Refugee Act of 1980 establlshes E SN

requirements. for evaluating refugee ‘program effectiveness, lncludlng

@

fioahcial auditing and data collectlon. Consisten't with these pro- -
. visions, the Office of Refugee Resettlement (ORR) will be ldentlfylng

minimum requirements and/or a reporting format for data collection.

-

nor should they feel constralned to 11m1t thegr data col-

systemS, .
1‘ \ .‘

leCtion\solelyth,the information that will be requlred by ORR.

o



‘ . ‘This section discusses the purpbées and general.types of

monitoring and evaluation, describes the function of information

systems, and proposes ninimum recommendations for state monitoring
e ! N «

and eyaluatlon act1V1t1es.

1 Purposes of Monltorlng and Evaluation
Q
Monltorlng and evaluatlon are frequently viewed as admini-

A

i

T

-stratlve bﬁrdens. When performed well and used effectively,
[however, sdb work is invaluable to the assessment and 1mprove-
/ ment. of se%élce dellvery and overall program capabllltles.
Monltorlnp énd evaluation address the quantitative and
qualitative aspects of services, as well as eddre551ng impor-
tant issues of accoentéﬁility. Tﬂe resultslcan be used for‘ ;

the folldwing purposes:

a.\rTo prOV1de information for future fundlng dec151ons,

b. To Justlfy or\modl_y the state resettlement pbrroqophy,
goals and service prlorrtles,_'

-

c. [0 improve program serv1ces, : S

d. Eo help coordlnate 1nterrelated progects, Eaanie ,

eJ To identify staff strengths as well as needed tralnlng
/ and development activities; \

. To improve future management decisions;

g. To identify service gaps and cptions for corrective
' actions;

. To stimulate new ideas and service stra*egies; and v -

i. Tojmeet federal, state and contract report requlrements.

’Types of Monitoring and Evaluation

Monitoring and evaluation activities can be divided into:

three areas of consideratioris._ fiscal, quantitative and
v‘ ~ -

pqualitative. While the state should have basic responsibility 2

a e e s
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for ensuring that- these types of monitorirg and-evaluation- - _ . .
. . D ' '
‘ dre.carried out, this does not -mean such activities should

~————

?Bé“cbﬁauc€9&/;oiﬁiy~by-statememélgyges. Participation by,
* . ORR Regional Office staff, by experts in the specific

\ service field as well as’ by staff of the project under'

-
.

. Y . = . ~.
. * review can produce a comprehensive,objective and enlightening
L 4 * . . .-
i { review. . . o .. N s

a. Fiscgﬁ Censiderations

" (1) Quality of firancial record systems. Basic

. P financial auditing should be performed £d

. . . assess appropriateness of expenditures,

. - , adequ&cy of records and invoices, and cony, .
\° . . sistency of expenditures with the line items '

. Lo of approved budget. - ;

\ . g

o 12) Service and administratiye costs. The ﬁe%waiﬁg
- evaluations should be performed: v

<

. T,
~ - < : . .
e ‘ . (a) Comparisons of administrative costs to
. ' " N L service cests; '

. (b) Examination of project staff salary level's
' .to ensure that they are commensurate-with ..
position responsibilities and with the
o ' . .- general pay rate for similar work in the
’ - community; and

.

. . ’ L]

' \\ (c) Agsessment of the costs per unit of -
service and a comparison cf those costs

. . with the.projected costs established in .

. oL the'purchase—of—servibe ggregment, as .

- o ' . well as costs for similar services in the )
i commun ity4 . ? - .

S . . g .

b. Quantitative Considerations \\\t{/ ]
. It is esséntidl-for states as well_ég cl unity .
. - service providers to devgﬂbp a data base that will ~ .

. Nl g enable them to’document the cprrelation f, £he

. . cocial services they provide with .a fréduction in S
N public welfare dependency and an. increase in T
' ’ economic self-sufficiency on the part 6f refugee .-

clients. Tracking mechanisms need to be ‘establiished, .

. ) to follow a refugee client "through ervices and to.

- measure - both short and ‘long term gesults. . A Q

< . . ‘/‘ ';/ b J
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(1) Service recoras. Mcnitoring and evaluation
. should focus on the.ﬁollowing procedures:

_(d). Comparison of actual, units of service
. provided or number of clients served, with
> contract pro:ectlons and objectives, and

(b) Assessment .of completeness of records ‘and
accuracy in documentatlon of services

b}

.-

(2) . Service results. AJl follow-up activities
should be documented and reviewed to evaluate
the effectiveness of ‘services and the attainment
of stated objectives. Specific outcomes for
clients (e.g. job placement rates, job retentlon
rates, etc) should be fully documented.

- I3
»

c. -Qualitative Considerations

* States must find ways to evaluate such basic but

* somewhat elusive aspects of service effectiveness as
client satisfaction, operational competency, and
community trust. Working. with clients, project staff
and local resettlement communities;, perhaps «7ath con-
sultation from serv10e spec1allsts, the state,should

" assess the following’ factors of project success:

- A

' ‘M,__/— {r—CIient Satlsfactlon - \

(a) Did the service meet the client's needs?
(b) Dld the dellvery'approach make Sthe serv1ce
accessible to the:client?

(e) Was the delivery approach acgeptable LO
the client? . /
- (d) What were the particular behefits of the
service for the client? F@r the community?
(2§ .Project Competefcy. The following organizational
elements should be assessed: !

l

L4

(a) The arrangement and eff1c1encv of project -
administration (lnternal pollcles and
procedures) ; !

(b) Staff qualifications and-hiring practfces;

(c) Staff‘training and development;

(d) Interagency llnkages,(lnformatlon sharing, ’
referrals, etc.); *: .-
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\
(e) Program planning and evaluation;

. (f)' Understanding and clarity of program

~ goals and priorities;
o “(qg) Ability to respond te changing conditions
‘ for clients and the general community.

s

3. Minimum'Recomhendations . .
The Officg o Refhgee‘kesettlemenp reqdifes‘that

all social service expenditures be made in keeping with

s%ate laws ana under a_formhl agreefilent or contract with

explicit, measurable objectives. ORR also requires

-

states to provide an annual report on program services
and their effectiveness.: Following are some basic

recommendations to states regarding contract administration:

" a. For each contract, states should determine the
nature, format and frequency of reports and
field visits. These should then be negotiated
with providers before an agreement is drawn up.

b. Program and fiscal reports should be required at
least quarterly with at least one site review
during the service year.

% <t -

c. States should arrange at least one meeting per
year of providers of similar services and/or

" interrelated services to plan and to discuss
progress and problems. . - .

d. States should contact their audit or contracts
review office to determine the possibility and
benefits of collaborative team reviews.

e. States should provide at least quarteily reports
to préviders and others highlighting. demographic
figures, resettlement services and priorities,
and other issues.

f. States should require at least quarterly reports

.~ from providers on project status, inqluding units
of service provided to date: implementation
progress and problems, and a description of major
issues and concerns either confront=d or antici-
pated.

rd
e
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4. Information Systems

Monitoring'and evaluation are continuous activities.
These activities are performed forﬁally at selected points
e
during each contract service period, and also performed -
informally every day as grovidersJ clients and the com-
munity interact. Information from both formal and

© o

informal monitoring and evaluation needs to be coilected,
assessed and put to use. Projects need to develop i
sensi£ive, measurab}e'indicatoré of théir performance,

and be willing to share this information with other
providers.

. States should identify and coordinate resources to
ensure that essen;ial'data collection, program evaluation,
reporting and ;nformation»sﬂaring ocgur.' States should
work with locai pioviders to deveiop standa;dizéd assess-
ment, trackiqg and reporting forms. It is important for

\

locaf.providers to be aware of state and federal data \\
needs to understand that states must be able to aggregaté‘~ ]
and sumparize data from different providers in different
parts of the stgte. States need to have both local
profiles on refugee needs-and service provision and also
a statewide profile.

Whether a case management system 1is-used which tracks
a client through various services, Or whether services
are funded with requirements of inﬁerégency coordination,
th; efficiency of client services and the organization of

service networks can be evaluated and improved by standar-

dized reporting forms and systeﬁs. -

.44
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Refugee program data collection and analysis can
sometimes be integrated into existing data sxstems, though
in other instancés, a separate data system :for refugees
will be required.

G. Considerat.ons for State Coordinators and Program Managers

Following is a short list of considerations for State
Cbordinators and program managers. They do not gpply to

every state and community in every case, but do present a

range of issues coordinators and ménagers should be willing
to face.

1. It is dlfflcult to accurately identify where all
refugees in the state are located, what their needs
are, and what.sghappenln to them. =

2. Secondary mlgratlon patterns can only be guessed,
but can be expected to compllcate serv1ce provision
and’ funding decisjions. ~

3. Some number of refugees will apply for public
assistance. | N

4. The refugee program is fractlonallzed by its diversity
of affiliations, phllOSOphleS and résponslbllltles
Maintaining clear channels for communication and
coordination is a demanding activity snd requires
persistence. . \

5. There have always been funding‘crises. *@xpebt them
at least annually. ' \

6. There are frequent emergencizs stemming from client
and program needs and problems federal requests and
media involvement. Develop a sense of priorities
early.

7. Spec1§1 effort must be made to keep key government
figurés (Governor, Mayors, department heads) informed
of refugee program activities, and thereby foster
their support and cooperation.

8. There may be resistance from vériousAquarters to
) state involvement in the refugee program.




’ 9. The refugee program is very untraditional:. The
following considerations should be kept in mind:

3 . a. There is enormous need and opportunity to work
in local communities. :
: . b. The refugee program is one.in which national and

. _ international politics and issues bear directly: ‘
. on state and local programs. .

c. Frequent weekend and evening‘participation can be
expected in cultural, sacial and other activities.

. d. Much media attention can be exyected.

v

e.. Much travel can be expected. .

10. Achieving quality services at the community level and
statewide is a develepmental process with no clear
/ program standards for copparison; but technical
assistance may be available from national level
projects and programs in other states. Take early
advantage of any and all available resources arnd
support. '
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IV. REFUGEE SERVICE PLANNING AND DELIVERY BY COMMUNITY
SERVICE PROVIDERS .

" *

A7 Introduction

©

; .
Community service providers and state refugee program adminis-

trators face many of the same challenges in planning and applying

/ [}

creative, culturally acceptable service techniques within the’

context of existing administrative structures and service networks.

This section discusses the following basic concepts and components
of refugee service planning and delivery by community providers.

1. Types of Service Providers (including descriptions of”
county service systems, multi-service providers, single
service providers, MAA's and consortiums),

2. Pre-Planning Considerations (the administrative context
and needs assessment).

3. Linkage (including the purpose of linkages; linkage
sources and mechanisms; ,and special considerations for
information sharing). L

4. Philosophy, Goals and Priorities (including the develop-
ment of a mission statement by providers and other
considerations in setting service goals and priorities).

. 5. Service Planning.and Management Considerations (these:
include services to be provided; service delivery
strategies; funding issues; essential management staff
_functions; and special considerations); and

6. Monitoring and Evaluation (including-purposes of
monitoridg and evaluation; fiscal, quantitative an@-,
qualitative measurements; and the use of information
systems) . " -t

B. Types of Community Providers
Services at the community level can be planned aund delivered
by a wide range of agencies and organizations working through-a
, \
variety of systems. Local conditions will generally determine

which of the following providers or mix of providers will be

“ . . . . .
most appropriate for refugee services in & given community.
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1. County Service System | . ’ : E ‘

Counties can be particularly effective resources
espec1ally in states where counties already assume a role of
primary prov1der,'e1ther by tradition or mandate. The county
administrative system and service distribution generally
cover a broad and well defined geographic area. In addition’
to serving as primary providers, counties may adminieter
subcontracts to other local service providers. 1In either .
case, coopefzfive linkages with other local public‘and private
‘agencies are often established. In areas with large concentra—
tions of refugees, 11nkages between refugee service prov1ders

---=and county agencies are particularly important.

2. Multi-Service Provider

Mu_lti—éervice providers are those agencies offering ‘ o
services in two or more topical areas. Multi-service providers
present a coordinated/and frequently integrated system of
service delivery. Thie "one-stop shopping" approach provides
added convenience to clients and reduces the problems of
gaining'access to a variety of different agencies. Additionally,
the coordination of seryices should provide for lower overall

program costs and more comprehensive gervice delivery.

3. Single. Serv1ce Provider

Single‘service agenc1es provide a high degree of spec1a11—
zation in one particular service €i~id.. Depending on their N
expertise and experience, the special{zation of -these agenciee
offers a potential for greater service selectivity and effec- ‘
tiveness as well as lower costs éer unit of service. Given
such specialization, it»is critical that single service providers

‘establish linkage and referral netwo;ks with other providers.

. (- .




4

. " © - 4. Mutual Assistance Association (MAA)

As described in Chapter I, MAA's are community organizations,

. usually'représenting a single ethnic group and providing

cultural activities and/cr”GEhéEfi&bo;tant social services

‘,ﬂparticularly natiye langhage counseling, orientation, outreach,
informa*ion and referral,~translation services, etc.). MAA's

- bring valuable language ability- and cultural sensizivity to -
refugee service érovision and are frequently éﬂe first source
of outside help to be contacted by a refugee in need. ﬂosﬁ'

) MAA's offer services on a voluntary baiéi/yiih little or mo

’ funding base. ‘

5. ggnsoréium
- ) There are several types of consortiums, the most common

g
‘ ‘ being an arrangement by which service providers 1in a grven
L] .

area agree to cooperative service planning, delegation of

¢

1
)

: y .
responsibility and sharing of resBurces. Most consortiums

are developed on the initiative of local service providers or
funding sources to minimize duplication of efforts and maximizz

service impact. Some consortiums are mandated by state or

N ’
I

county authorities.
Types of consortiums include the following:

a. Single purpose consortium: a number of agencies unite
-around a single purpose such as enhancing accessibility .

‘ of services; improving information flow; or carrying

out mutual planning, forecasting or assessment.

b. New organizational entity: a number of agéncies with
b ) mutual needs unite td establish a new agency for
the sake of more effective service provision.

c. Prime contractor: a number of agencies unite and
‘ . identify one member to act as the a')c,ifninist;'g’,ring agency
or fiscal agent to simplify administration+br reduce
costsrand/nr to provide specialized services such as

Q staff training.

ERIC S 19
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c. Pre-Planning Considerations: Administrative Context
and Assessment '

Aé digcussed in Chhpter 11, understanding the administrative
- Sl : -

f- context provides a framework within which management decisions

+

can be mage. . Community pfovi@grs must -identify their role and
. . establish their legitimacy within this context. Through assessment,
tBe provider's role is clarified, service delivery strategies are

.refined, and appfdpriate linkages are established.

~ & N ' ’ . .
‘ D. Linkages ) _

Information sharing and service coordination are vital activitles
among community providers.  Both activities can be greatly -enhanced

v - - 4
through a cooperative network among service providers and other
“community resources. Contact should not be limited only to those

-

. ,
who are serving refugees. .

1. - Linkage Purposes ‘ .
Px) . &
Linkages among community service'previders and other

resources serve two basic functions: an informgtion sharing
~
/

function and a service c¢oordination® function. .These two
N ki

linkaée functions are outlined below with enumeration of the

=3 Al

'following specific~purp0ﬁﬁf:

- . a. Information Sharing .

(1) To, define; clarify and reconcile respective
e ' responsibilities and services; . -
(2) To identify restrictions in‘service regulations

and/or.eligibility, and overall program” capacity;
\ (3) To identify client needs and assess service
' effectiveness; ‘ ' .
\ (4) TS advocate for mutual ‘concerns; :

. (5) To identify gaps in services; and

’ B (6) To stahdardize information and service definitions.

" b. Service Coordination ‘

: (1) To serve individual clients better; 1 .
‘,E (C (2) To identify and reduce or remove duplication of
L R\, . v - efforts; 5() —

.

(RN - - - Lo - »
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2.

.

linkages:

Linkage may assume a variety of forms depending “on local

formality, frequercy of contagtgand purpose.

-;* .
nisms may take any pf the following forms:
r )

—— (3) To eséabl{sh joint priorities and objectives;

(4) To develop jecint assessment, referral, and
tracking systems; . !
(5) To devélop joint. policies and procedures where
Y ~ appropriate;
(6) To mobilize additional client. resources. technical
_ assistapnce, or community supp?rt;
(7) To share staff in Service delivery and staff

Ty training; .

, (8) To initiate coordination of staff ahd services;
e and ’ )
(9) To moritor and evaluate gervices and initiate new
service strategies. . >

Linkage Sources
i

Following is a list of agencies, organizations and resources

with whom a community provider should consider establishing

LY

[

a. The State Refugee Coordinator and the lead state agency  _

b. Major state agencizs (Education, Health, etc.)

c. The ORR Regicnal Director

d. Locai yovernments (city, county; ward, etc.)

e. Local publi: and private service providers
(for refugees and ' non-refugees)

f. Local voluntary resettiement agencies

g. Churches, individual sponsors, and refugee family
networks e ‘

h. Refugee Mutual Assistcnce Associations

i. Local coordinating councils or forums

j. Refugee community leaders and Jfher refugees with
‘special knowledge or skills

k.. Major. employers . *s

‘1, . Local labor unions , e

m, = Civic organizations i

n. Religious community leadership o

o. Other resources (e.g. voiunteer programs, private

foundations, CETA progrems, WIN, etc.).

‘Linkage . Mechanisms

[

»

needs and cohd}tions, and may change over tim~ in degree of
' .

Linkage mec¢ha-

+

a., Appointe&.ﬂiaison person(s)

b®"' purchase-of-service contracts

c. Formal interagency agreements
{v' ' ! ’ . ‘
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d.. Advisory boards or interagency management teams ‘
.. e. Consortiums ’
f. Coordinating councils or refugee forums
; ) g. Informal discussions and other ad hoc arrange-
- _ ments. | - T _ .

) - 4. Communicaticn . >

The. importance of, communlcatlon among community

: \ . prOV1ders and most espec1ally, between preylder and

\ - client, cannot be stressed too emnhatlcaliy. The

. §\ development ‘and use of mailing lists’ by communlty_erv1ce )/

;‘\ SN providers helps to assure that critical information is ;}>

i . ] \\ehared with other érpviders, state agenc&es, MAA's and ‘/)\»\ f
s t ’ ’

e%@ers.. Information provided to refugees ehould reflegf

//

a sensitivity to language barriers and cultural die;/

tinct}ons: it frequently may be necessary to translate

-~

materials into eeveral languages.
- <+

Refugee éérticibaﬁ{pq_in service’planning and

i delivery 'should be-éou@ﬁt in an environment that allows

. for full involvement and candor (large public meetings
conducted in Engliéﬁ,ere frequentiy not conducive to

such'pafticiéaeiona. .'Community providers should be

.Qilling to take additiona{asteps (sugh as pé;ticipaggeé . '}
in bilingual‘meetings at “odd times and places) to eneure
that mutual trust and eommenicapioe'are~deve¥oped with

- refugees.’ X .

=. Philg§6phy, Goals/ and. Priorities . .

~

Community service providers should develop and articulate

a mission statement on their role ih the refugee resettlement ‘

.

program. The mission statement should be consistent with the
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. <
philosophical base of the organization and cognizant of local

realities. TIf the provider is dependent’ in substantial measure,

on federal funding through the state, thé;mission étatementrmust

also bejconsistent with the state resettiement philosophy and
i
E €
policies. ) f
Prd

The mission statement becomes the foundation upon which —

/

-

service priorities and program policies{ﬁre established; planning,

resouyce development and allocatinn decisions are made; evaluation

metﬁédologies are designed; and the ba is‘by which results are
/1 /
Yo .
doc?mented and evaluated. . -
[

PIEN

/

In developing service goals and priorities, community -

providers should bear in-mind a ber of basic considerations:

‘e While recognition of national and state priorities is .
essential, adjustments must be made at the community level
to refpond to-the client needs within the context of local
conditions. '

1

® Goalls and priorities should be developed in an open.

process of community jparticipation and dialcgue.
. "."/ . ¢ - 7

® Gbals Ahd\prioFitie should—demonstrate an understanding R
of cuitural»d%stincéicns and an active accomodation of
¢lieﬁt values.

e Goals and prioritijes should reflect coordination with
interrelated services offered by other prpviders.

ies should realistically reflect the
for gervices offered.

/

e Goals and priori
state-offthe-ag

i
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1., Thervice Delivery Strategies

In deciding upon appropriate delivery strategies for

resettlement services, community providers should identify -

thg client groups to;be served; and determine the most

effective arrangement 'and location of services.
-~ B 1

a. Identification of Target Groups

. ‘ Unless sufficient funding is available to servé .
all refugee clients, the community provider will =~ . .

.need to determine which refugees are most in need
a . *
K “L

of services. The categories of clients in need are
4

the sazz as those identified in Chapter III, Refugee oo :_’
Servigi Planniﬁg‘and Delivery at-the Stat€ Level : o v
(sei/éages 23-24). , - i
< )
b. Services to bt Prov1ded 1 '

l
In determlnlng specific reset“leminﬁ/ﬁ\%v1tes N
" to prOV1de, the communlty agency should pose thé\\ ) \
following qlu¢stions: é \\

r

(1) What a je the prlorlty needs of the cllents9 \\

(2). Are t e serv1ces belng con31dered c0n31stent
with the agency's .philosophy and mlsslon
- statément? \

(3) Does the ageﬁﬁy/currently have the capac1ty and
' eﬁéertlse to provide these serv1ces‘ if not,
at*will be needed to develop .that capacity
Fnd expertlse?

(4)/ wiln the services being considered fit within
the ex1st1ng sgrv1ce networ&\for refugees?

(5) Will the .servicces being con51aered fit wichin
the broadér community context of local political
concerns, community att;tudes, etc?.

’ . N . )
C e What,is the perception#in the refugee community t
’ of the agency's Bervice capacity, commitment
E -, and cultural s%nsitivity?/5> . R
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o . @ How much wokk will be required in educating

. and informing non-refugee clients, other’ .

agénc1es and the community at large?

-(6) Is fundlng avaﬂ dble, for these serv1ces? If so,
at what level and, with what requirements and
constraints? I; not, how difficult will  <fund

. raising and nesource devélopment be?

- (7) What are the 1ong -term cons1derat10ns and
interrelationshilps of client need, sefvice
capacity and availability of funds?-. |

5w ’ ‘

*¢. Lpcation of Services

In determining where services would be most

; effectisely placed, the community provider should
assess’ re;ugee houslng,elusters or patterns as well 7
+ as the availability of transporteﬁxpn, child care
and other services that may determine initial

l.

';?Q { accessibility and’ continuing service participation.
Y

Based on the results of this assessment, community

providefs should-consider' the following options in

]

service distribution patterns:

-

' ) (1) - Provide services through centralized, facilities;

o (2) Prov1de ‘services through decentralized facilities;

3
¢ S

7 ~(3) Co- 1ocate services with. other service providers; or

(4) Station staff on a regular basis in other A
facilities and/or agencies.

14
| . :
2. Fundlng and Financial Manqgement ’ ,

N ollowlng are a number of issues relatlng to fundlng
and financ*al management that communlty prov1ders should -
.—adé;ess. These issues include multiple-source -funding;

.. indirect cost-budgeting s?steys; cash flow problems; the

<

3 o'

1o

—

w0

e
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\
role of consortiums and other interagency Linkage systemé

in generating funding; and suggested respohses to funding

N o

reductions.

L3

e Multiple-source funding is essential to many
providers, particularly those in the printe sector
Multiple-source funding helps insure seryice ~
continuity and allows agencies to maintain perspective
and some independence for planning and advocacy
purposes, and accouatability to clients. '

e Community providers, particularly multi-service-~
providers, should seek indirect cost-budgeting
svstems to manage the significant indirect costs
that accrue as services expand. .

e Community providers in the private sectcr -are often

confronted with cash tlow problems. Providers should

! contact the lead state agency or other funding source
to determine the possibility of advance payments
rather than reimbursements. In collaboration with

> . their funding .source, providers should identify other
methods of resolving their cash flow problems, such
as the preparation of biweekly invoices or the
-development of more rapid processing procedures for

invoices.
g -
e Consortiums and other iptéragenéy linkage systems
. . can be instrumental in promoting funding in several
ways: .

i. -By raising issues and making suggestions in a

-unified, cooperative fashion, consortiums and
other interagency linkage systems can legitimize
community concerns and promote a funding response.

. . N\

b. In representing a broad spectrum of interests,
capabilities and affiliations, consortiums and .
other interagency linkage systems can often
"draw on resources outside the traditional

resettlement networks.

e Communitv providers should consider the following
suggesticns for dealing with funding reductions: //

-4 -

“

a. Centralize services

b. Promote volunteer and pro bono services (e.q.
invest in .volunteer training and coordination,
or inguire about 'borrowing' executives from
local corporations for short periods of time to
provide training or some other form of assistance)

56
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c. Re-examine and refiné sexvice priorities and
Strategies

~

d. “Egplorehmethods of reducing costs fhrough
dooperative planning and sharing of resources
with other-pommunity,providers o

e. Explore new funding resources in the public and
private sector. .

3. Essential Management Staff Functions

The following six ﬁunctions should be cérrigd out by

<

community service program management staff:

-

a. Direction and Coordination

It is a primary(manégement responsibility to see

that the program or programs maintain consistency
with established goals, and to see that interaction
of ‘programs within the agency and with other agencies
is appropriate tp client needs and the overall

agency mission. ’

b. Personnel Management
b

' ol 4
Management staff should ensure that personnel policies
are equitable and in keeping with all legal, con-
tractual and programmatic requirements and responsi-
~~ bilities., Written policies and procedures should be
developed to cover the following areas:

(1) . Compensation (salaries, wages, etc.)

(2) Recruitment’
5 o
(3) Hﬁéing‘and dismissal procedures N
\ ' N
(4) Staff development .

(5) * Pef\onnel records, position descriptions and
- staff evaluations. '

4

c. Financial Management

Management staff should maintain internal fiscal

controls. - It is recommended that private agencies
conduct independent annual fiscal audits in addi-
tion to those conducted by the government funding

source. Regular financial reporting is another
important management staff function.

d. Fund Réisigg (From both public and private sources) .

!

0T |

L]




45

e. " Public Relations

Comﬁunity service providers, particularly multi-
seq}ice agencies and other major providers, frequently
serve as spokespersons for the resettlement network
and'the refugee community. It is important to

dguéloi a rapport and share information with media
contacts .to better ensure accurate portrayals of

the refugee program, in regards to both national
issues and local issues of immediate concern to

the community.

f. Planning and Evaluation

Management staff should ensure ongoing, internal
program review and response to identified needs.

4. Special Considerations

Following are several special considerations for
community service providers in the areas of staff training,
Ay

bilingual staff services and the utility of case management

M,
hY

systems. AN

a. Staff Training

It is an absolute necessity to provide training '
to all program staff, professional, paraprofessional
and volunteer, refugee and noﬂ-refugee.

e Non-refugee staff should receive education and
training on cultural differences, as well as on
methods of adapting service teg niques to
acgomodate those differences.

e Refugee staff should be provided with an orienta-
tion to American service systems. and ‘specifically
to the role of the agency within the refugee
service network and the broader community. context.
They should be given education and trainiﬁ@ in
specific job responsibilities and case recé;a\
procedures. . A

e Training plans should be well defined over time.

. Specific training plans should be revised for
staff working in different program areas, and
for individual staff members.




Bilingual Staff Services

There is a tendency in refugee service programs for
bilingual staff to serve a variety of functions.
While this latitude may! be necessary and even
beneficial, it is important that the professional
development of bilingual staff be promoted:through
their specialization in some areas. T

Bilingual resources are invaluable to refugee
servi.ces, for orientatian, counseling, outreach,
intake, interpreting, translation and.production

of materials (printed and audio-visual) as well

as for service planning and evaluation. Bilingual
staff should be given full opportunity to participate
in ongoing program assessment and modification.

Following are some Strategies community providers
could employ to make the most efficient use of
bilingual pergonnel:

(1) Interagency agreements can be developad betweenA'
providers to share bilingual resources.

(2) Providers can contract for specific language
services from individuals or other agencies
on an as-needed basis.

(3) 1Intake, orientation and other services requiring
bilingual resources can be performéd on a
scheduled group basis, rather than individually.

Case Management

Refugees are often recipients of a variety of
services simultaneously; it is therefore important
to establish a case management system that can
effectively chart a course for clients through
multiple services. Such a system may be an in-
ternal function within a multi-service agency or
it may be established as a shared responsibility
among interrelated service providers.

. |
The primary function of case management is to
designate one individual as the case~-responsible
person for a particular client. This indivicual
is responsible for providing the client with the
following services:

39




(1) Assessment of needs

e | -
(2) Development of a case plan (in conjunction
- wi'th the client to ensure that the client
understands and accepts the case plan)
(3) Counseling (to ensure that the client under-
stands his or her own esponsibilities), and
assistance in- securing needed services.
) 2(4) Referral (i.f ‘necessary)
\ .
-(5) Follow-up.
It is critical that the case counselor and the
client establish rapport and that the client feels
free to discuss any problems and concerns he or
. she might have. Counseling should be provided as
frequently as necessary to ensure that a relation-
. ship of mutual trust develops. If a referral is
X e made to another agency for-services, the case -
) counselor should make sure that the client 1is : o
properly prepared for the rcferral and that follow- o \
up is' provided.*’ &
The case ‘counselor is responsible>for following his
or her client through receipt and completion of ‘
services to resolution of the need. Case counselors
should maintain a case record for each client.
This case record should contain, at a minimun, the
following kinds of information:
° Results of the needs assessment (including
. client data, the client's presenting
problem, and the counselor's assessment
of the client's needs) o
° Documentation of .the case plan (including
service objectives agreed upon by the
client and the counselor)
\
e Case narrative (this is a log or jgurnal' u
that contains an entry for each client L
contact whether by phone, correspondence
or in person) .
*For more information on referral procedures, please see .
Workshop Document No. VI, Outreach, Information ancé Referral,

pages 19-21.
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e . Information on other céllateral consulta-
tions that pertain to the case

° Ageﬁciés to which the client has been
referred (if "any)

2

° Reasons for closure (when services have
been completed)

e Follow-up activities (including periodic
: case review).
- /J ’ ? » ’ .

-7+ In some cases, there may be conflicting opinions
within individual service agencies (or individual
service components in a multi-service agency) in

e determining the priorities of a client's service

needs. In such instances, a case conference should

take place involving the client, the case counselor
and appropriate service providers. In the case
conference the service providers should seek to
resolve their differences and develop a case plan
that will best meet the client's needs. It is
critical that the client participate fully in

this decision making process.. Any sharing of

confidential information, either in the case

conference or elsewhere, should be done only with
the client's consent and should be in keeping

with all state laws and regulations.

- ~

It is recommended Ehat, whenever possible, the
case counselor should possess bilingual capabili-

ties. If a bilingual aide is needed in additioz///////,//f/”
to the case counselor, the aide should be_g;yen

the opportunity to become familiar with—the
client's needs,-rathe;/;han’siﬁﬁfy serving as an
interpreter. The—dide should be trained in
interviewing techniques and should be skilled in
cross-cultural communication.

G. Monitoring and Evaluation

Community service providers should be responsible for
ensuring that their programs are adequately monitored and
evaluated, both internally and externally. Such work is e
invaluable to the assessment and improvement of/services ’

and overail program capabilities. Monitoring and evaluvation

results can be used for the following purposes: .
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‘1. To provide ynformgtion for future planning decisions;

2. To justify or modlfy,the mission statement, program
goals and scrvicé prlor1t1es°

s, -
' ’ ! ‘/-"""

3. To improve serv1ces”, :
4. To help cocrdinate 1nterrelated services;

. 5. To identify ‘staff stfengths as well as needed
‘ training and development activities;

?

-

6. To improve future management decisions;

7. To 1dent1fy service gaps and optlons for corrective
. . acticn;

- -

8. Tolstimulate new ideas and service strategies;

9., To mneet federal, state and contract report require-

ments;
// i
- 10. /To affirm staff performance and confidence;
. // . .
11. To affirm organizational credibility and legitimacy;,
and Y

12.. To provide information for community education.

.mhe’flscal, quantitative and qualltatlve considerations

/

for mon1tor1ng and evaluation are essent1ally the same for
communlty serv1ce providers as they arewfor state program
managers (see Chapter III, pages 28-30). In performlng these
activities, community providers should involve their own staff
as well as encourage the participation of outside. consultants
and service specialists, and staff from the lead state agency
* and the ORR Regional Office.
Community Service providers:must alsofwork with state
coordinators and lead state agencies to deyelop information
sharing systems to collect, assess and make Gse of data from both

formal and informal monitoring and evaluation activities (see

Chapter III, pages 31-32).
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Practitioner Workshop Project

REFUGEE RESETTLEMENT SERVICE DELIVERY APPROACHES

- 7

The P:actitioner<Workéhop Project is a project of the Indo-

s
china Refugee Action Center, conducted under a grant from the

Department of Health and Human Services, Office of Refugee

/ ) £ .
Resettlement (HHS/ORR) /{Grant #96-P-10003-3-01).

A series of seven workshops is being held. Each workshop

7, »
deals with a .different social service or services which can be

-

. i . . : -
provided Indochinese and other refugees through Department of

Health and Human Services Title XX and/or Refugee Resettlement

Orientatioﬁ

4
Health-Related Services
Social Adjustment

Vocational Training and Skills
Recertification

Employment Services

Outreach, Information and
_Referral .

Refugee Resettlement Service
Delivery Approaches

Program social services funding. The workshops are:

August 1980 -
“September 1980
September 1980

October 1980

October 1980

November 1980 °

-

‘December 1980

The goals and objectiyes of these intensive’workshops are to:

e develop practical models and approaches to serve as
examples of effective programs and as stimulants to new,

quality project development in resettle

e develop models to stimulate’
guide for state-human servic

acceptance

PR

ment communities;

and to serve as a

e administrators charged with

making refugee social service funding decisions;

e facilitate communication between resettlement workers
regarding approaches used in gther locales:;

6

~

O
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e provide input from knowledgeable local resettlement
< practitioners into national program operations; and

*
¢

e .increase the very limited body of knowledge on effective
- resettlement practice in very pragmatic’ terms -- to move
t forward the state-of-the-art. .

Each workshop is comprised of approximately ten service

providers who are involyed in delivering social services to

-
v

‘Indochinese refugees. Each workshop is three days in length,

—

and is directed by a lead consultant designated by project staff.
The lead consultant has primary responsibility for drafting a ¢
workshop report. For each ofwthe workshops, the report includes

N

an introduction, with a definition of the service(s); necessary

- . \ .
program considerations; a description of appropriate delivery

settings; ahd various models or approaches for delivering the’
service(s): The repoft is reviewed by project staff, workshop
participants and by HHS/ORR, and‘then distributed to major
refugee resettlement information distribudtion sources and to
resettlement practitioners.

The workshop on Refugee Resettlement Service Delivery
Approaches was held in Gleneden éeach, Oregon, December 3-6, 19806,
fhe lead consultant was Jerry Burns, who'is Director of the
Refugee Program at Portland Community Céllege in Portland, Oregon.
The workshop wasfattended by fifteen participants all of whom nave
considerable experience in refugee service planning and delivery.
The names and addresses of tﬁe participants are listed in

Appendix B.

64
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Inplementation Phase
This second six-month phase of the éroject will implement

the practical models of service delivery developed in the

4 [

workshops. ' Short-term, on-site assistance will be available
' . to local resettlement practitioners who express a need for

! -
assistance in the program development areas covared ip'ﬁhe

workshops. Practitioners involved in the workshop phase will

be linked with communities requesting implementation support.
The objectives of this implementation phase are to: ‘/H
: L, .
1. stimulate the development of effective refugee services
in areas where services are either inadequate or non-
" existent;. >

\ N
2. encourage coordination among service programs,
particularly .in high-impact areas; and

3.- assist specific groups (e.g., MAA's, voluntary agencies ‘!’

and other local service providers) in enhancing their
capacity to provide service to refugees.

The implementation phase of the project will be directed
by a coordinator. The coordinator will assist specific agencies
and/or communities who indicate a need of program development

by hatching them with experienced local resettlement praqtitioners

identified~through'the workshop process. Thesé_practitioners

will provide on-site technical assistance in a number of communities

around the country. Services provided on-site may include the

- )

following:

a. identification of the delivery model (s) appropriate
to the agency/community and its specific needs ; @

b. development of service delivery plans, including
specific mcdifications and implementation concerns
c. follow-up asséssment and evaluation.

S

)
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‘ ’ ) "= PRACTITIONER WORKSHOP PROJECT
Ny . Refugee Resettlement Serv1ce Delivery Approaches

- December 3-6, .1989 g
Salishan Lodge ’

Gleneden Beach, Oregon ’

AR

.

JERRY BURNS, Lead Consultant \ ‘ . .
Director, Refugee Progrum

Portland Community College ’

Portland, Oregon

Mailing Address:

2711 South East Risley
Milwaulkie, Oregon 97222
(503) 653-~7610 -,

NGUYEN VAN CHAU, Ph.D. T AT
Executive Director

Resettlement Office, Inc. !

P. O. Box 6610 ‘ - .
Beaumont, Texas 77705

(713) 832-7994 '

/
JOHN CROSSMAN : .
Regional Director, Region X
Office of Refugee Resettlement
Dept. of Health and Human Services
1321 - 2nd Ave. |
Seattle, Washington 98105 ' -
(206) 442-2775
ED FERGUSON
Executive Director
Indochinese Cultural and Serv1ce Center
3030 Southwest 2nd Avenue - : ) . ?
Portland, Oregon 97201 .
(503) 241-9393 : -. . ’ :

Fr. JOHN HUSTON

Director ,

Indochinése Resettlement and Job Program

Washington Association of Churches

810 18ih_Avenue ——Room 206
—————s@attle, Washington 98122

(206) 325-3277
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ROSE LINCOLN

Plannlng Coordinator
yyate Industry Council . .
18 Seattle Tower

. 1218 -3rd Avenue .
Seattle, Washington 98101
(ZOGK 622-2769 .

\

\
LU

NORMAN LOURIE
Chairman, National Coalition for
Refugee Resettlement

s

c/o National Conference on Social Welfare

- 71730 M Stkeet, N.W. - Suite 911
Washington, D.C. 20036

c7 1 (202) 785-0817

.Home Mailing Address:

5740 Union Deposit Road
Harrisburg, . Pennsylvania 17111
(717 652~ 1236 v

\

i? Y MITCHELL

ctlng Director | |
Mork and Training Division

/Communlty Services Department
Hennepin County Community Services
A-1500 Government Center
Minneapolis, Minnesota® 55487
(612) 348-3547

REVEREND CHARLES REICHEL, Ph.D.

Lutheran Immigration and Refugee Sexvice-

5.E. Regional Consultant - Coordlnator

Highway 6 West
Route 3
Oxford, Mississippi 38655
(601) 234-5117 or (601) 234-6568

SHARON RODI
Director
Refugee Program
~—Associated Catholic Charities
2929 South Carrollton Avenue
New Orleans, Louisiana 70118
{504) 821-5390

)

\

JOYCE SAVALE
‘State Program Manager

" ¢ _ Michigan Office of Refugee

\ Assistance nggrams
462 Michigan -Plaza _

;'\ Q 1200 6th Street )
ilERJ(j Detroit, Michigan 48226

(313) 256-9776

—

i

2

i
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i iii YANG SEM v K "
* Project Directot . . .
+ Cambodian Mutual Assistance Association - e
" Project . . P

A%$2 Pacific Avenue S _ ’ .
- 4Long Beach, Caglifornia 90801

(213) 435-3747 or 3748 - L P4
. 9 )

. - H
AN XEU VANG VANGYI PR Tt
AN . Execéutive Director - . . )
\ Lao Family Community, Inc. ¢ . ’ toe '
i, 2140 S. Bristol 5 -
N Santa Ana, California 92704 - <

N *\\\ (714) 556-9520 . : .o .

~
. 4 .

PAM, VON WIEGAND B . ) )
* \ Consultant P L . ,
San [Francisco Foundatipn Refugee Task Forte .
\arid. l' v ~ . )
: Diéfctor of Refuggpxservices»

AN

YMEA of San Francisco
" 220\ Golden Gate .
. San/\Francisco, -California 94102

‘ Ml’ﬂ 885-0460

DE‘I/\lNI\% WHITE

Director | - -
Cﬁthol%c Immigration {and Resettlement Agency

2110 East First Street % ‘

Suite 123 . . ) ‘

Santa Ana, California 92705 . :
1(7;4) 253-9236 7 :

! [
/ OBSERVER&{ o
:/ \ i
: / EMILY YAUNG
Staff Associate |

, / Office of State Services \
4 // Natijonal Governors' Association
. 444 /NorthlCapitol Street #250

" WwasHington, D.C. 20001 - S
! (202) 624-Y723

’ . . » -
- CONFERENCE FACILITATORS:

/ . ’ ¢
’ KAY ROGERS  * T
Program Development Director . B

‘ Office of Refugee Resettlement . ..

-~  Dpepartment of Health and Human Services
o ’ Ryom 1229 - Switzer Building , . :
o ' 330 C Street, S.W. - .

-ERIC Washington, D.C., 20201 : - -

(202) 245-0403 _ 63 -
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'ROGER HARMON

Practitioner Workshop Proj

i

/(202) 347-8903
/l * PR

/ W. COURTLAND ROBINSON .
Project Coordinator

Washington, D.C. - 20005

(202) 347-8903 ‘

JESSE BUNCH

Washington, D.C. 200805
-(202) 347-8903

_ Project Lirector - \

ect

. ¥ndochina Refugee Action Center
1025 15th Street, N.W./Suite 700.

1

Practitioner Workshop Project
! Indochina Refugee Achion Center
, 1025 1l5th Street, N.W./Suite 700
Washington, D.C. 20005/

Practitioner Workshop- roject
Indochina Refugee Actrfon Center
1025 15th Street, N.W./Suite 700
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THE DEPARTMENT OF STATE RECEPTION AND PLACEMENT - S
CONTRACTS -WITH VOLUNTARY AND STATE AGENCIES

In recent,K years the Congreés has recognized the neéd to
supplemenp the resources of thé-pri§ate sectof in order to
respond to the growing need for resettlement opportunities in
the U. S. and provide partial support for some 6} the initial
cos£s involved in domestic resettlement. This has resulted in
per capita payments to resettlement agencies under contract to
the Departmént_of State's Bureau of Refugee Programs.

The current resettlement agencies include seven religious,,
four secular, and two state organizations:

° e American Council for.NationaliE;es Service .

e American Fund for Czeéhoslovak Refugees, Inc.

e Buddhist Council for Refugeé Rescue and Resettlement

® Church World Service

e Hebrew Immigrant Aid Society, Inc.

e Idaho State Voluntary Agehcy

e International Rescue Committee, Inc.

e Iowa Refugee Service Center

Born

e Lutheran Immiération and Refugee Service

e National 'Council of YMCAs \

e Tolstoy Foundation; Inc.

® U. S. Catholic .Conference

.# World Relief Refugee Sexrvices

7[}
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Article\I of the current contract describes the goal of the

resettlement ‘agencies' (contractors®) activities:

. 3 / g

...the Grantee shall use its begt efforts to .
assure successful resettlement/bf each assigned
refugee into American life, l7ading toward
economic self-sufficiency and/hereby minimizing - ! ’
dependency on’state and locay/as#istance.

Article II specifies the contract period, October 1, 1980

through“September 30, 1982. ,/

Y
)

Article III, wpich descriﬁes "Required Core Sexrvices" and
I <

"Optional Services,! is print?ﬁ below:

!

f ARTICLE III

. ‘ / |
RESPONSIBILITIES | / / i
‘ A. Required. Core Sérvicéé, | /
. The Grantee undLrtaﬁes to asere, either from the resettlement
grants or from other sources, ‘the availability of the followin® '
assistance up to one year to ﬂach refugee who arrives in the
U. S., during the period October 1, 1980 through September 30,
1981: f \ ‘
|
1. Pre-Arrival \

a. Secure resettlement oppQrtunity

.b. Provide needed informatign to local sponsoxr oOx
resettlement office

| "c. Make available orientation materials to appropriate,
\ fnterestgd local agencies and individuals --
\ .
d. Conduct resettlement preplanning, including as
appropriate, recruitment and training of persons |
adequate‘to render services \enumerated below

|
2. Reception 3

a. Arrange fbr the refugee to be\met at the airport v
nearest to the refugee's final, destination and
-~ transported .to final or transient quarters

b. Provide tqmporary accommodations, as necessary, and
assist in ‘obtfaining initial.housing and essential ‘
, furnishings,/which may include gne month's rent and
| \ security dgposit and other egsential\fees necessitated
: [« J by the resettlement process \
| I S |
. A . %’{ _ . |
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c. A;:ﬁre that food or a food allowance is provided and
that the other basic needs of the refugee are met for
up to one month after arrival or until other resources
are available, whichever comes first !

d. Provide minimum clothing for refugees upon arrival if
necessary

e. Assist refugees in applying for a social security
card and in registering children for school

Counseling and Referral kperformed in coordinaticn with
other locally available counseling and referral services)

a. Orientation

Oral orientation to refugees and sponsors supplemented
by: ‘

(1) Generzl and local multilingual or bilingual
orientation materials developed by the Grantee,
local coordinating councils, and/or others as
available ‘

12) Materials for sponsors, including an explanation
of the resettlement process and -the sponsor's
role } -

b. Health

(1) Encourage and assist the refugees as soon as
possible after arrival to seek health services
available through the local health system (public
or private) and assist refugees with known health
problems to secure follow-up treatment as
necessary

(2) Coordinate with the local health authorities on
programs which assist.in health «care, orientation
and education of the refugee about the health care
system

c. Employment and Services

(1) pProvide job counseling and assistance in placing
employable refugees in jobs on arrival and/or
thereafter as necessary and appropriate

(2) Advise the refugees on the availability, advisa-
bility and procedure for applying for various
training programs as needed and appropriate

72
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\

4. Consultation with Public Agencies

a. Inform interested local government authorities
about the Grantee's resettlement program

b z

b. Provide advice when requested by local welfare or
employment. services about a ;efugee's employability

5. Unaccompanied Minors-

The foregoing notwithstanding, the primary undertaking

of the Grantee with respect to unaccompanied minors shall
be to place them within an extended family setting, or
the existing child welfare system, to ensure they will
have the benefit of the same services and protections
available in general toc minors in that community. - To

the extent necessary, the Grantee will cooperate with
public welfare authorities to assure that the placements
of such minor children are legally sufficient and '
appropriate.

Optional Services

Punds provided herein may be used in any project or activity
which is of assistance to Indochinese refugees in the process
of their resettlement in the United States and their successful
integration into society. Care should be taken to avoid

‘duplication of other available and adequate services, public

or private. Some of these services overlap or expand the

basic core services outlined in Section A, ‘Paragraphs 1 through
4 above. The fact that such provisions are repeated in a
permissive form in Section B does not minimize the mandatory
character of the required services in Section A, Paragraphs 1
through 4. It is understood and agreed that these services
may be provided not only to those refugees arriving in the
United States during the period October 1, 1980 through
September 30, 1981,but also to those refugees who previously
arrived. These services could include, but are not limited

to, the following:

1. Pre-Arrival Services and Facilitation
a. Administration and policy coordination at national
level

b. Public information and education

c. Securing cesettlement opportunities including local
service planning, coordination and inrformation

(1) Location of stateside relatives

i

(2) Promotion to prospective sponsors, national
distribution ‘
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(3) Matching of refugee with local sponsors, with
special regard to matching specific needs to
resources

d. Coordination of travel and local receptioﬁ between
ICM, national agency and sponsor.

2. Port of Entry Services

a. Public Health, Immigration, and Customs assistance
b. Emergency needs, including health, clothing and £food

c. Arranging for onward bookings, confirmation and
securement

d. Providing care through onward movement to final
destination

3. Services Under Reception and Placement

a. Arranging for availability of transit facilities
before arrival at final destination

b. Providing ongoing community orientation

c. Providing ongoing assistance with basic physical
needs -- health, housing, employment and transportation

d. Arranging extensive orientation of individual families
on hasis of self-sufficiency potential and means:

(1) Employment assessment, employment career planning,
counseling placement and follow-up

(2) Informatior and referral to public services as
needed, including MEDICAID and Social Security
o Programs, etc.

(3) Assessmen¥ of language ana skills training
requirements

(4) Provision of training and/or referral

(5) Utilization of and access to community resources
) to enhance resettlement process

[

e. TFurnishing emergency financial and crisis intervention

v . £. Continued monitoring of reception and placement

process
1
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4. Orngoing Resettlement Services to Refugees and Sponsors ‘
a. Providing family counseling particularly with regard .
o to educational, medical and employment problems
b. Providing continued orientation and assistance with N
adjustment problems -- social, legal and financial
c. Arranging*immigration counseling and assistance .-- ,
adjustment of status and naturalization counseling
d. Assisting with job upgrading and introducing add.tional
family members into the labor market
e. Working with refugee communities on self-help
activities and assistance to new arrivals
f. Arranging for day care services and providing family
planning information and counseling . N
g. Providing ESL insiruction, tutoring and curriculum
development ’
h. Establishing revolving loan funding
’ i. Locating relatives in'the United States and abroad
j. Arranging grants or loans for emergency needs, '
including down payments for housing, especially for
large families -
k. Providirng information sexrvices, including development
of materials, interpreter/translation services
1. Assisting with relocaticn within the United States
where warranted
m. Arranging ongoing community orientation for target
groups such as the elderly
n. Assisting refugees with preservation of cultural
heritage and maintenance of cultural contact
o. Establishing and providing mental health programs
. L )
p. Emergency health care maintenance for conditions
- .developed during training, care and maintenance
g. Training and retraining artisans, academic graduates, - ®
professionals and technicians
r. Providing or arranging for services such_us_examina- .
tions and payment of tuition which materially ‘

contribute to employment and income objectives

S. Ongoing monitoring of resettlement prOgnams.’
o -
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Activities Facilitating Effective Management and

Delivery of Programs

a.

b.

d.

Coordination with federal, state and local
government and other service providers

Arranging staff deveiopment and training, including
training Indochinese paraprofessionals and community
volunteers

Meetings and communications --. national, regional
and local networks ¢

Servicing management needs and education

L]

Article IV of the agreement deals with administration of the
Article V outlines funding and payment procedures.
Article VI outlines financial and program reporting requirements,

and Article VIT identifies the program liaison office as:

The Office of Asian Refugees
Bureau for Refugee Programs
Department of State 7
2201 “C" Street, N.W. :
Washington, D.C. 20520

Financial liaison activities are conducted with:

The Office of Contracts and Grants
Management and Financial Analysis

Bureau of Refugee Programs

Department of State

2201 "C" Street, N.W.

Washington, D.C. 20520
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